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medication management.

The challenge

To meet the demands of rapid growth, excelleRx is continuously evolving its technology
infrastructure. “Five years ago, the process for identifying available pharmacists was very
rudimentary,” remembered Michel Cinque, excelleRx Chief Pharmaceutical Care Officer.
“Queuing between sites was a challenge, and managing the calls in the queues was done
manually. We had no robust way to track our performance. In addition, excelleRx has
been growing in new directions,” Cinque continued. “We needed the ability to create

new skillsets, separate from our core business, to prepare us for future growth.”




“It is critical that
nurses can get to us
quickly and efficiently,
because the patient
populations we serve
often require urgent
care. With Nortel, we
have continued to
innovate."”

— Michel Cinque, Chief
Pharmaceutical Care Officer,
excelleRx

The solution

The Nortel Contact Center solution and Nortel CallPilot Unified Messaging
are creating more efficient ways for excelleRx to deliver its medication manage-
ment services.

Communicating with today’s excelleRx Medication Management Support Centers is easy
and efficient. The company’s three state-of-the-art call centers have become one virtual
contact center with the Norte] Communication Server 1000M in Philadelphia and Nortel
Meridian Option 11 systems at the remote offices in Tempe and Mempbhis. A nurse, physi-
cian or patient seeking excelleRx pharmacotherapy expertise dials a toll-free number, enters
identification numbers, and skill-based routing automatically routes the call. For queries
such as tracking packages or prescription refills, a pharmacy technician may handle the call.
Other times, the call is placed in queue and automatically routed to the next available
clinical pharmacist for consultation. Agent screen pops display accurate patient information.

“This system is the backbone of the work that we do,” said Cinque. “The contact center
receives some 7,500 calls every weekday.” Now, excelleRx is evolving the technology further
with Nortel speech-enabled self-service applications.

The results

Higher agent productivity: Skill-based routing delivers calls immediately to the most
qualified available excelleRx technician or pharmacist anywhere. A balanced workload
among agents brings higher employee morale and lower operating costs.

Better customer service: “We have seen improvement both in our average speed to
answer and in our average call handling time,” said Steve Lemak, Vice-President, IT,
excelleRx. “We use the system metrics for everything, as we continually focus on
improving the caller’s experience.”

Flexibility and versatility: “When we experience a spike in call volume,” said Lemak,
“customized scripting lets us give callers the option to choose voice mail rather than stay
in queue. We then use the Nortel CallPilot notification feature to e-mail managers. It
works beautifully.”

Better center management: The Nortel Contact Center solution provides consolidated
views of real-time operations and comprehensive historical reports for improved customer
service and lower operating costs.

Conclusion

Adding voice recognition to serve clinicians on the move is the latest in a series of
many steps excelleRx has taken to ensure maximum efficiency. excelleRx promises
that its customer care center will continue to evolve. The company is also linking
its own custom pharmacy software with the Nortel screen pop application and has
immediate plans to deploy IP Telephony among all its locations. “Success is the
only option for us,” said Michel Cinque. “Nortel’s infrastructure and innovation
have immensely supported our past successes, and are helping further propel us
toward future growth.”

More information about Nortel can be found on the Web at: www.nortel.com.

Nortel, the Nortel logo, the Globemark, Meridian and CallPilot are trademarks of
Nortel Networks. All other trademarks are the property of their owners.

In the United States:

Nortel

35 Davis Drive

Research Triangle Park, NC 27709

Copyright © 2006 Nortel Networks. All rights reserved. Information in this USA
document is subject to change without notice. Nortel assumes no responsibility

for any errors that may appear in this document.

(o i
NN11T5520-032906

NCORTEL

In Canada:

Nortel

8200 Dixie Road, Suite 100
Brampton, Ontario L6T 5P6
Canada




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 10%)
  /CalRGBProfile (Apple RGB)
  /CalCMYKProfile (U.S. Sheetfed Coated v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo true
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
    /AGaramond-Bold
    /AGaramond-BoldItalic
    /AGaramond-Italic
    /AGaramond-Regular
    /AGaramond-Semibold
    /AGaramond-SemiboldItalic
    /AmericanGaramondBT-Italic
    /AmericanGaramondBT-Roman
    /Arial-Black
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialMT-Black
    /ArialMT-CondensedExtraBold
    /ArialMT-CondensedLight
    /ArialMT-ExtraBold
    /ArialMT-ExtraBoldItalic
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArialRoundedMT-Bold
    /ArialRoundedMTBold
    /Frutiger-Black
    /Frutiger-BlackItalic
    /Frutiger-Bold
    /Frutiger-BoldItalic
    /Frutiger-Italic
    /Frutiger-Light
    /Frutiger-LightItalic
    /Frutiger-Roman
    /Frutiger-UltraBlack
    /Futura
    /Futura-Bold
    /Futura-BoldOblique
    /Futura-Book
    /Futura-BookOblique
    /Futura-CondExtraBoldObl
    /Futura-Condensed
    /Futura-CondensedBold
    /Futura-CondensedBoldOblique
    /Futura-CondensedExtraBold
    /Futura-CondensedLight
    /Futura-CondensedLightOblique
    /Futura-CondensedMedium
    /Futura-CondensedOblique
    /Futura-ExtraBold
    /Futura-Light
    /Futura-LightOblique
    /Futura-Medium
    /Futura-MediumItalic
    /FuturaBT-BoldCondensed
    /FuturaBT-ExtraBlackCondensed
    /FuturaBT-Heavy
    /Interstate-Black
    /Interstate-BlackCompressed
    /Interstate-Bold
    /Interstate-BoldCompressed
    /Interstate-Light
    /Interstate-LightCompressed
    /Interstate-Regular
    /Interstate-RegularCompressed
    /Webdings
    /ZapfDingbats
    /ZapfDingbatsITC
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 1200
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 1200
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [1200 1200]
  /PageSize [684.000 864.000]
>> setpagedevice




